STAFF RECRUITMENT AND TRAINING RESOURCE 


TRAINING TOPICS 

• Background and purpose of WHO Mega Country Health Promotion Network Surveillance 

• Link to global surveillance 

• Description of various roles (e.g,, Coordinator, Supervisor, Interviewer, Respondent) 

• In-depth review of the questionnaire 

• Work schedules 

• Pay procedures and incentives 

• Work locations 

• Interviewing principles and techniques 

• Overview of respondent selection procedures 

• Sampling replacement rules 

• Appointment scheduling and tracking (contact record) 

• Respondent confidentiality 

• Recording responses 

• Response problems and procedures 

• Quality assurance 

• Process of surveillance procedures for materials review and editing 

• Start-up procedures 

• Computer training, if applicable 

• Telephone training, if applicable 

• Interviewer behaviour 
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STAFF RECRUITMENT AND TRAINING RESOURCE 


INTERVIEWER SKILLS NEEDED 


Adherence to the Protocol — The first contact with a respondent is the first opportunity to 
share information about the surveillance activity, express its importance, and describe the 
activity in a way that invites a respondent’s willing participation. The interviewer begins with an 
introduction, establishing an association with the Ministry of Health, data collection agency or 
institution, and/or local health department. 

If the respondent appears hesitant, the interviewer assures the person that all answers will be 
confidential and stresses the importance of the surveillance activity. 

The interviewer adheres to the protocol by following instructions that are specific to each 
question and asks all questions in order and exactly as worded. For example, a respondent may 
ask an interviewer to provide a definition or explain a question. If the surveillance specifications 
do not provide a definition or explanation, the interviewer should not attempt one on his or her 
own. In this case, the respondent must answer the question to the best of his or her ability. 

The interviewer maintains a balance between moving through the questionnaire at an efficient 
pace and reading the questions at a pace that can be easily understood by the respondents. The 
interviewer repeats questions when respondents either do not hear the question the first time or 
do not understand the question. The interviewer delivers the questions in a natural, even-tones 
manner and appropriate volume. Even if a respondent inadvertently answers a question that will 
be addressed later in the questionnaire, the interviewer should repeat the question, in order, and 
acknowledge the repetition, if necessary. If an interviewer has accidentally skipped over a 
question, the omitted question should be asked. This is the only exception to asking questions 
out of order. 


Respondent Treatment — Good respondent treatment is essential. The respondent is an 
integral part of the surveillance. They are the persons being surveyed. Without the respondent, 
there would be no surveillance. Respondents should always be treated courteously, and 
respectfully, and they should be made to feel their contribution is of the utmost important. 

Some respondents will want to offer information, while others may be hostile. The interviewers 
must do their best to obtain accurate responses under both conditions. 

To avoid undermining the foundation of scientifically valid self-report surveillance, respondents 
must be ensured that their responses are confidential and that no one will be able to link their 
responses to their names. Without this assurance, responses cannot be believed. 

Be sure to follow local customs during an interview. For example, if tea is offered and it would 
be rude to turn down the offer, an interviewer can accept the tea. 


PM3001499553 


Source: https://www.industrydocuments.ucsf.edu/docs/prnj0001 



STAFF RECRUITMENT AND TRAINING RESOURCE 


EXAMPLE CONFIDENTIALITY AGREEMENT 


Assurance of Confidentiality of Surveillance Data 

[NAME OF AGENCY] is firmly committed to maintaining the confidentiality of 
individual respondent’s data obtained through surveys. 


Procedures for Maintaining Confidentiality 

•All survey administrators shall sign this assurance of confidentiality. 

•All survey administrators shall keep completely confidential the names of respondents, 
all information or opinions collected, and any information about respondents learned 
incidentally. Survey administrators shall exercise reasonable caution to prevent access by 
others to survey data in their possession. 


Pledge of Confidentiality 

I hereby certify that I have carefully read and will cooperate fully with the above 
procedures on confidentiality. I will keep completely confidential all information arising 
from surveys concerning individual respondents to which I gain access. I will not 
discuss, disclose, disseminate, or provide access to survey data and identifiers. I will 
devote my best efforts to ensure that there is compliance with the required procedures by 
personnel whom I supervise. I understand that a violation of this pledge is a violation of 
the privacy rights of individuals through such unauthorized discussion, disclosure, 
dissemination, or access and may make me subject to disciplinary action. I give my 
personal pledge that I shall abide by this assurance of confidentiality. 

SIGNATURE. I have read this and I agree to the Pledge of Confidentiality. 

Survey Administrator Name: 


PM3001499554 


Source: https://www.industrydocuments.ucsf.edu/docs/prnj0001 






STAFF RECRUITMENT AND TRAINING RESOURCE 


GUIDELINES FOR SELECTING INTERVIEWERS 


Job description — Clarify job responsibilities. Applicants can be asked to describe the 
characteristics and skills they believe are needed for a good interviewer. Clarify any 
misconceptions about the job. 

Aptitude — Assess the applicant’s level of comfort in asking highly sensitive questions in 
person. 

Behaviour — Successful applicants are likely to be conscientious, courteous, friendly, and self- 
confident. 

Experience — Explain the expectations of the job and how the applicant’s experience may 
differ from these expectations. 

Skills — Determine the applicant’s clerical skills and ability to follow directions. The applicant 
must be able to read the questionnaire verbatim and follow a sequence of questioning. 

Voice — Listen to the applicant’s voice. Experience has shown that neutral, even tones 
generate the most promising reactions from respondents. 
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STAFF RECRUITMENT AND TRAINING 


GOALS AND STANDARDS 


Goals 

• Hire an adequate number of interviewers to handle staff 
turnover. 

• Provide training to supervisors, interviewers, and other 
surveillance staff prior to survey implementation. 


Standards 

• Ensure training provides ample opportunity for interviewers to 
practice interviewing skills. 

• At least one full interview should be monitored for each 
interviewing staff member. 
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STAFF RECRUITMENT AND TRAINING 


IMPORTANT CONSIDERATIONS 


percentage of interviews during each interviewing period 

• Use audio equipment to monitor face-to-face interviews 

• Document monitored interviews 

• Provide feedback to the interviewers to help improve 
interviewer skills 

• Develop procedures to address interviewer errors or 
falsification 
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STAFF RECRUITMENT AND TRAINING 


IMPORTANT CONSIDERATIONS 


other identifying information, but rather that they will be aggregated 
and used for public health purposes only. 

Protection of the collected information is essential. There is no 
reason why the identity of any respondent should ever be associated 
with his or her responses. 

Surveillance personnel generally destroy or code identifying 
information so that the identity of the respondent cannot be linked to 
the data collected. All the responses are combined and the results are 
provided in such a way that individual answers cannot be identified. 

Interviewers must promise never to reveal what they have been told 
by respondents. Information collected or seen during an interview 
can only be shared with the research team, whose members are under 
the same obligation to protect the respondents. A comment made 
about a respondent to a friend, community worker, or other individual 
outside the surveillance environment is a breach of confidentiality, is 
unprofessional, and could undermine the entire surveillance system. 


[TTl] A good practice is to have all surveillance staff sign a confidentiality 
sdsJl agreement. An example confidentiality agreement can be found 

under Resources at the end of this section. Furthermore, completed 
questionnaires must be locked up to ensure that no one outside the 
surveillance team can read them. 


Quality assurance Ensuring quality and consistency of the data is important to the 
credibility of results. Therefore, some percentage of interviews 
should be monitored to provide assurance that accurate information is 
being obtained. Determining how many interviews should be 
monitored depends on the number and experience of the interview 
staff. At a minimum, each interviewer should have at least one full 
interview monitored by the supervisor. 

Steps to help provide quality assurance include: 

• Establish monitoring guidelines 

• Schedule a supervisor or lead interviewer to monitor a 
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STAFF RECRUITMENT AND TRAINING 


IMPORTANT CONSIDERATIONS 


Refresher training 


Importance of a 
training practice 
session for 
collecting 
behavioural 
information 


Protecting 

respondent 

confidentiality 


• Interview assignments and status of interviews 

• Quality assurance 

• Computer training, if applicable 

Prior to each phase of surveillance implementation, a refresher 
training session should be held for supervisors and interviewers to 
address any problems that may have arisen during the previous 
surveillance phase. This allows for new procedures and techniques to 
be integrated into the system. After interviewers have had some 
experience conducting interviews, a training programme to address 
converting refusals to completed interviews is very beneficial. 

An important issue regarding interviewer training is the tendency to 
focus on practice sessions for administering physical and biochemical 
measures, with little emphasis on practice sessions for self-report 
behavioural indicators. While practice sessions for physical and 
biochemical measures are important, what is often not understood is 
how critical it is to focus on the practical aspects associated with 
obtaining accurate self-report behavioural measures. It is often more 
difficult to obtain good self-report behavioural information than it is 
to draw blood samples. 

Anonymity and confidentiality are two words that are commonly used 
interchangeably. However, these two words have different meanings. 
An anonymous respondent is ohe whose identity is disclosed to no 
one. Participants are rarely anonymous to the surveillance system 
staff and interviewers. Because repeated attempts are often necessary 
to complete an interview, participants cannot maintain complete 
anonymity. Instead, they are treated as confidential respondents 
because once an interview has been conducted, identifying 
information is removed from the respondent's answers. 

People working in surveillance must preserve respondent 
confidentiality. Just as doctors and lawyers must protect information 
about patients and clients, interviewers and the whole surveillance 
team also must maintain this protection. Interviewers must often ask 
respondents to provide personal or sensitive information. Most 
respondents are willing to answer these types of questions only if they 
trust that their answers will not be connected to their names, or any 
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STAFF RECRUITMENT AND TRAINING 

IMPORTANT CONSIDERATIONS 


• Accessible facilities and appropriate supplies 

• Knowledge, experience, and means to maintain quality 
control 

• Resources for data analysis 

Interviewer training The recommended time allotted to initial training of interviewers is 

between 2 and 3 days, depending on their prior experience in 
conducting interviews of this nature. Interviewers need to know more 
than what questions are asked and how. Many topics need to be 
covered during training. 

(ITT~J| A suggested list of training topics is provided under Resources at the 
fcasS end of this section. 


A classroom or conference room is needed for training before the data 
collection begins. During the survey period a nearby room is helpful 
for group meetings and problem-solving sessions. Regular meetings 
can help ensure that the interviewers are consistent with data 
collection techniques and the manner with which problems are 
addressed. 

Role-plays and practical interview experience should be utilized in 
training to provide models of appropriate and inappropriate 
interviewing techniques. 


Supervisor training Supervisor training should precede interviewer training so those 

supervisors can assist with the interviewer training. The 
recommended length of training for supervisors is 4 to 8 hours. While 
topics or overviews of topics from the interviewer training should be 
integrated into the supervisor training, emphasis in the supervisor 
training should be on the following topics: 

• Background and purpose of the surveillance system 

• Link to global surveillance strategies 

• Description of surveillance staff roles 

• Review of the questionnaire 

• Respondent selection procedures 
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STAFF RECRUITMENT AND TRAINING 

IMPORTANT CONSIDERATIONS 


appropriate response option 


Interviewers also must be sure that each answer is recorded accurately 
and completely in the questionnaire. 

Interviewers may have to ask respondents questions of a personal and 
sensitive nature. Interviewers must overcome any embarrassment a 
respondent may feel so that accurate information can be obtained. 
Interviewers must also convey that respondent confidentiality is 
protected. Risk behaviours involve personal activities and must be 
asked about in a sensitive manner. Interviewers should be: 


• Convinced of the importance of the survey 

• Comfortable with the question wording 

• Confident and professional 

Contractors provide a good way to increase staff for surveillance 
efforts. Hiring a contractor may free the coordinator of daily 
responsibilities or allow the coordinator to expand surveillance 
activities. The contractor must agree to follow established protocol, 
with the coordinator maintaining overall responsibility of the 
surveillance system to ensure that all staff, including contractors, 
comply with the protocol. 


Adequate lead time is necessary to develop a request for a contract, 
advertise its availability, evaluate the bids received by potential 
contractors, and grant an award. 


Key role of 
academic 
institutions and 
survey research 
agencies 


Academic institutions and survey research agencies can play a key 
role by 

• Providing education and training to oversee scientific 
surveillance operations 

• Providing experience in recruiting and managing staff, 
hiring, training, and dismissing staff 

• Monitoring interviewer performance 


Additionally, academic institutions and survey research agencies can 
provide: 
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STAFF RECRUITMENT AND TRAINING 

IMPORTANT CONSIDERATIONS 


• Ensure respondents’ confidentiality 

• Be courteous and friendly 

• Deal with problems in a professional manner 

• Be persuasive in order to minimize the number of 
respondents who refuse to participate 

m More information on interviewer skills needed in order to obtain the 
best possible results can be found with the Resources at the end of this 
section. 

Interviewers are the core of the surveillance staff because they are the 
critical link between the persons being surveyed and the surveillance 
managers who are seeking answers to questions. Therefore, 
interviewers have an obligation to ensure the data collected are 
accurate and of high quality. Without competent interviewers, 
scientists could not trust the data. 

Interviewers are responsible for obtaining and recording reliable and 
accurate information. After the interview is completed, the only 
record of that interview is what the interviewer records. Unrecorded 
answers cannot be analyzed. Incorrectly recorded answers provide 
unreliable information. 

Interviewers interact with a wide variety of respondents. Interviewing 
strangers is not an easy task. Respondents may be unlike anyone an 
interviewer has ever known before. Respondents may span a very 
wide age and demographic range. Some will be glad to provide 
information, while others will refuse to participate. Some respondents 
will be interested in the issues and answer honestly, and others may 
respond more or less truthfully, depending on the health topic. A 
good interviewer is committed to obtaining the best possible results 
with each interview, even if the interview is difficult. 

Interviewers communicate important and sometimes complex 
information and must make sure that each respondent: 

• Hears the question exactly as written 

• Understands the questions 

• Gives answers that are relevant, complete, and fit into an 
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STAFF RECRUITMENT AND TRAINING 


IMPORTANT CONSIDERATIONS 

statements. It is important for supervisors to maintain a record of all 
signed confidentiality agreements. 

Q An example confidentiality agreement is provided with the Resources 
at the end of this section. 

Supervisors also should make every effort to convert persons who 
initially refuse to be interviewed. Supervisors should either contact 
the respondent and encourage him/her to participate or re-assign the 
case to an interviewer who is specifically trained in refusal conversion 
techniques. When a sampled person does not participate, it may 
create a bias in the data. 

Supervisors are responsible for the resolution of data inconsistencies. 
They should make decisions on unusual responses or final status 
codes at the end of each data collection period when the data are 
compiled and edited. To ensure a successful surveillance data 
collection period, supervisors should: 

• Ensure adherence to procedure 

• Monitor and evaluate interviewer performance 

• Be familiar with procedures to select alternative 
respondents 

• Make decisions on unusual questionnaires responses, 
final status codes, and data inconsistencies 
• Manage data 

• Provide quality assurance 

• Address interviewer problems 

Interviewers are responsible for completing interviews with 
respondents by using the standard questionnaire and a standard 
administrative procedure. Interviewers should obtain the best 
possible results even if the interview is difficult to conduct. This can 
be accomplished by understanding the nature and content of 
questionnaire items, as well as how to record responses accurately. 
Additionally, interviewers must: 

• Interview the correct respondent 
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IMPORTANT CONSIDERATIONS 


Coordinators determine the number of staff to be hired and their 
training needs, and provide facilities for that training. Additionally, a 
facility may be requisitioned for data collection activities. Materials, 
supplies and any necessary equipment will be appropriated and 
dispensed by the coordinator. 

If a research firm, university, or laboratory is to be contracted to help 
perform the surveillance activities, the coordinator would maintain 
responsibility of the surveillance system. The coordinator would 
select the contractor, oversee performance of the contractor, and 
ensure that established protocols and procedures are followed. 

Coordinators may be called upon to assist with efforts to seek 
government commitment to support the sustainability and growth of 
the surveillance system. Coordinator responsibilities include, but are 
not limited to: 

• Planning and managing the surveillance system 

• Administering the questionnaire 

• Adhering to a national or regional protocol 

• Recruiting, screening, and hiring staff 

• Training staff 

• Providing training facilities, materials, and supplies 

Supervisors are responsible for assigning interviews to interviewers 
and monitoring interviews to provide assurance that the data collected 
are accurate. Other duties include providing training, performing 
verification checks to ensure that the data are accurate, and editing 
data to assure consistency of responses. Supervisors should be 
familiar with the questionnaire, sampling design, data collection 
period, data management system, and reporting requirement. 

Supervisors must respect the confidentiality of the respondents. 
Although discussion of collected information is a part of surveillance, 
supervisors must not discuss details from specific interviews outside 
the surveillance team. Supervisors can help protect the confidentiality 
of respondents by asking all interviewers to sign confidentiality 
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Surveillance staff 
roles and 
responsibilities: 
coordinators, 
supervisors, 
interviewers, and 
contractors 


Surveillance team staff members have many responsibilities. Staff 
have a responsibility to recognize each member as an important part 
of the team, upon whom certain demands have been placed in order to 
complete the overall surveillance process. Staff should be aware of 
and respect the demands placed on other staff members. Staff should 
maintain an attitude of tolerance and consideration for other staff 
members and should perform extra tasks that may be assigned to 
support others in the performance of their duties. Staff have a 
responsibility to promote good public relations and avoid actions that 
may reflect unfavorably on the surveillance activities. 


Staff should be: 


• Team players 

• Respectful 

• Tolerant 

• Public relations representatives 

Coordinators have the overall responsibility of planning and 
conducting the survey in their municipalities or surveillance sites. 
They will manage and administer the surveillance system in their 
location, and will coordinate data collection, data analysis, and 
dissemination and use of data. 

Coordinators collaborate and work closely with a surveillance focal 
point and staff who provide oversight to the country’s entire 
surveillance system. Surveillance system oversight is often provided 
by a central-level agency connected to the Ministry of Health. 

Coordinators are responsible for adhering to the established protocol 
for collecting data, coordinating data analysis, and disseminating and 
using the data. Coordinators will determine the personnel required, as 
well as the training needs. They also recruit staff from: 

• Community organizations 

• Local research agencies 

• Health departments 

• Universities 

• Retired persons 
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• Nongovernmental organizations 

• Colleges 

• Retired persons 


Screen and select Potential applicants should be screened through personal interviews 
interviewers whenever possible. The interview should be constructed to 

describe the job and assess the applicant’s aptitude, experience and 
skills. Guidelines for the interviewer selection process should 
include the following: 

• Job description 

• Aptitude 

• Behaviour 

• Experience 

• Skills 

• Voice 


m Guidelines for selecting interviewers are provided with Resources 
at the end of this section. 

Screen and select In addition to possessing the qualities of a good interviewer, the 
supervisors supervisor must be assessed for additional characteristics, skills, 
and experience. The supervisor must be able to: 


• Maintain authority 

• Manage schedules 

• Oversee interviewers 

• Accomplish tasks in a timely manner 

• Conduct quality assurance checks 

Train surveillance Training should be provided to all surveillance staff, including 
staff interviewers and supervisors. Refresher training sessions also 
should be conducted at the beginning of each new surveillance 
phase and should incorporate information on the integration of new 
methods, technologies and/or new surveillance periods. 
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STAFF RECRUITMENT AND TRAINING ACTION STEPS 


Determine number 
of interviewers 
required 

Determine number 
of supervisors 
required 


Develop recruitment 
strategies 


The number of interviewers required can be calculated based on 
sample size, geographic distribution of respondents, and data 
collection time frame. The number of interviewers determined 
should be increased slightly to allow for interviewer turnover. 

In general, identify one supervisor to manage the overall operations 
for each participating surveillance site. Depending on size, some 
regions or surveillance areas within the country may require several 
supervisors, or one supervisor may be able to manage smaller sites 
within a region or area. 

One interviewer from each participating surveillance site can be 
trained as a lead interviewer, performing the duties of a supervisor. 
Lead interviewers may conduct interviews when time permits. 

Over time, supervisors can be recruited from the trained 
interviewers. A suggested ratio of supervisors to interviewers is 
one supervisor to every ten interviewers. 

Depending on the frequency and length of the surveillance cycles, 
interview periods may require interviewers to work intensively for 
short time periods, followed by lengthier periods of non-interview- 
related work. Therefore, interviewers may need to be hired on a 
temporary basis. 

Performance improves with experience. As interviewers gain 
experience conducting interviews, their performance will tend to be 
better. Therefore, low staff turnover is desirable. Further, if 
different languages are spoken in the surveillance population, 
interviewers proficient in each of those languages will need to be 
recruited. 

Matching genders of the interviewer and the respondent may be 
necessary, depending on the cultural situation and the inclusion of 
sensitive questions in the questionnaire. In some locations, 
matching the ethnicity of respondents with interviewers may also 
be necessary. 

Interviewers can be recruited from several resources in the 
community: 

• Community organizations 

• Health departments 
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Standards: 


1. Ensure training provides ample opportunity for 
interviewers to practice interviewing skills. 

2. At least one full interview should be monitored for 
each interviewing staff member. 
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STAFF RECRUITMENT AND TRAINING 


The key to ensuring the collection of accurate data is the 
recruitment and training of adequate staff, including survey 
interviewers and supervisors. 

Action Steps for staff recruitment and training include: 

1. Determine number of interviewers required 

2. Determine number of supervisors required 

3. Develop recruitment strategies 

4. Screen and select interviewers 

5. Screen and select supervisors 

6. Train surveillance staff 

When planning recruitment and training. Important 
Considerations to take into account include: 

1. Surveillance staff roles and responsibilities: 
coordinators, supervisors, interviewers, and 
contractors 

2. Key role of academic institutions and survey 
research agencies 

3. Interviewer training 

4. Supervisor training 

5. Refresher training 

6. Importance of a training practice session for 
collecting behavioural information 

7. Protecting respondent confidentiality 

8. Quality assurance 

Goals and Standards include: 

Goals: 

1. Hire an adequate number of interviewers to handle 
staff turnover. 

2. Provide training to supervisors, interviewers and 
other surveillance staff prior to survey 
implementation. 
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